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Abstract:  The company Ilha do Sol Agencia de Viagens Ltda. operates in the Iguaçu National Park in Foz do 
Iguaçu / PR for about 30 years offering boat trips that cover the rapids of the Iguaçu. This company had until 
2010 a contract with IBAMA, which managed the Conservation Unit. As of 2010, through a new contract, the 
Chico Mendes Institute for Biodiversity Conservation - ICMBio starts to manage the National Parks, so the need 
specified in Public Tender arises that the company will have a Environmental Management - certified EMS.Thus, 
the Macuco Safari tour became NBR ISO 14001 certified in 2016, and like any organization certified by the 
standard, there are benefits and difficulties in maintaining the system.Intrinsic to the certification is the need for 
SAG improvements, in this sense, this experience reports the work developed with the objective of identifying 
improvements in the project's Environmental Management System, aiming at fulfilling the requirements of NBR 
ISO: 14001: 2015, For this purpose , Participant, Bibliographic and Documentary research was carried out based 
on the needs presented by the management team of the existing system in the company. At the end, low-
investment, practical actions that have the potential to improve the EMS were identified, as well as giving 
visibility to the company, such as: holding meetings and training, exchanging unsustainable products for 
sustainable products, promoting environmental campaigns and publicizing company's EMS. 
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INTRODUCTION 
Ecological tourism began to be discussed in Brazil in 
the 1970s, this discussion was driven by the econom-
ic development that had been occurring in the coun-
try and its environmental and social impact in all 
spheres (EMBRATUR, 2010). In the 80s, Ecotourism 
started to be studied by the Brazilian Tourism Insti-
tute - EMBRATUR, and gained strength in the 90s 
after the United Nations Conference on the Environ-
ment - ECO 92, held in 1992 in Rio de Janeiro / RJ 
where it type of tourism has gained greater notoriety 
worldwide (EMBRATUR, 2010). This Conference held 
other major milestones related to environmental 
business issues, such as promoting the creation of 
ISO Norms of the 14.000 series, focused on environ-
mental issues (BARBOZA, 2001). 
In September 1996 NBR ISO 14001 is published, it 
comprises internationally agreed standards that es-
tablish criteria for Environmental Management Sys-
tems. It is, therefore, a management model aimed at 
the viability of ecologically correct production and 
the induction of participatory culture that is based on 
organizational learning and disseminates environ-
mental and sustainability values of resources 
(CAGNIN, 2000). 
In this period (end of the 80's) the activities of the 
tour Macuco Safari, an enterprise focused on Eco-
tourism located in the premises of the Iguaçu Na-
tional Park in the city of Foz do Iguaçu / Pr.  
At this time, the Iguaçu National Park was adminis-
tered by the Brazilian Institute of IBAMA and the tour 
Macuco Safari had a contract to operate on the site 
offering its tour (two kilometers through the forest in 
a trailer, six hundred meters on foot and a boat trip 
through the rapids of the Iguaçu River until the fall of 
Three Musketeers at Iguazu Falls, during this period 
the project, for contractual and legal reasons, needed 
to take into account issues of reduction of environ-
mental impacts because it is located within an Envi-
ronmental Conservation Unit. 
In 2007, the Chico Mendes Institute for Biodiversity 
Conservation is born, a subdivision of IBAMA that is 
responsible for managing all of Brazil's National 
Parks (ICMBIO, 2018). In the same period, Public-
Private Partnerships began to take hold in the coun-
try, which take place through tenders, and with this 
new administration, National Parks started to incor-
porate this new trend. 
Public-Private Partnerships are common in other 
countries, mainly in the European continent that have 
been in force for over twenty years, however, in Brazil 
it is a format that is in its initial phase (CINTRA, 2014), 
being legally instituted in the from the year 2004 
with the institution of Federal Law No. 11,079, of De-
cember 30, 2004. This law provides that the public-
private partnership is the administrative concession 
contract, in the sponsored or administrative modality, 
where the sponsored is the concession of public ser-
vices or public works and the administrative is the ser-
vice provision contract of which the Public Administra-
tion is the direct or indirect user, even if it involves the 
execution of a work or supply and installation of goods 
(PINTO, 2005). 
From this it is established that to operate within the 
Iguaçu National Park, companies that provide some 
type of tour should participate in public tenders (bids). 
This happened with all the enterprises that currently 
operate in the Conservation Unit, the bids took place 
in 2009 starting in 2010 in force until 2020, if the win-
ning companies in the bidding process properly fulfill 
their contracts, these can be extended by another five 
years. 
Ilha do Sol Agencia de Viagens Ltda. - Macuco Safari, 
won the competition, and continued doing the tour 
before already offered. However, with new stricter con-
tractual requirements in dealing with environmental 
issues, one of which is the implementation of an Envi-
ronmental Management System certified by NBR ISO 
14001 until the end of the contract. In view of the 
mandatory implementation of ISO 14001, Macuco Sa-
fari started its process of implementing ISO 14001, 
which at first was not completed, but which in 2015 
gained priority, starting the certification process, with 
the elaboration of documentation and company to 
receive certification. After a year and a half of work, the 
company received the NBR ISO 14001 certification and 
the challenge became to maintain the certification. 
Since, according to Lemos and Higuchi (2011), this 
regulation consists of guiding companies to adequate-
ly manage their environmental impacts. Obtaining this 
certification allows government regulators to demon-
strate their commitment to environmental legality. 
The authors Callembach et al (2004) summarize the 
aspects that motivate companies to accept responsibil-
ity for protecting the environment: (1) Sense of eco-
logical responsibility, (2) Legal requirements (3) Protec-
tion of the company's interests, (4) Image, (5) Employ-
ee protection, (6) Market pressure, (7) Quality of life 
and (8) Profit. In this context, the implementation of 
the standard generates benefits such as: regulatory 
compliance, cost reduction, improvement of the com-
pany's reputation, qualification to enter the interna-
tional market and reduction of waste (MACHADO et al, 
2012). 
In Brazil, the number of companies that adhere to the 
standard grows, with the hospitality sector being the 
sector that most adheres to the tourism sector 
(REVISTA HOTEIS, 2014). However, for Barbieri (2011), 
it is not enough just to implement an environmental 
policy in a company to obtain ISO 14001 certification, 
it is necessary to stimulate and mobilize the entire or-
ganization, both internally and externally so that there 
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is really a concrete contribution with the environment.  
Implementing an Environmental Management System 
is considered difficult, but making it work properly is a 
greater challenge, since maintaining an environmental 
management system is highly costly (BARBIERI, 2011). 
In the case of NBR ISO 14001, there is a need to make 
improvements, even if small and punctual, in your EMS 
so that you can have a good assessment by the certify-
ing body (ABNT NBR ISO 14001, 2015). In order to 
maintain NBR ISO 14001, compliance with the standard 
items is also essential, failure to comply with them gen-
erates Non-Conformities in the audit processes, which 
can result in the loss of certification (ABNT NBR ISO 
14001, 2015). 
Thus, with regard to the operation of NBR ISO 14001 
by Macuco Safari, the company's difficulty in mobiliz-
ing employees to fill out control sheets for the Environ-
mental Management System, which are fundamental to 
NBR ISO 14001: 2015, was notorious in the items: 5.3 
Papers, responsibilities, and organizational authorities; 
6.1.3 Legal and other requirements; 6.2.2 Action plan-
ning to achieve environmental objectives; 7.5.3 Control 
of documented information; 8.1 Operational planning 
and control; 9.1 Monitoring, measurement, analysis 
and evaluation and; 10.3 Continuous improvement. 
There was also difficulty in assessing the effectiveness 
of existing Programs, Objectives and Goals and in de-
veloping new ones, which is in line with the fulfillment 
of the items in NBR ISO 14001: 2015: 6.2 Environmental 
objectives and planning to achieve them; 6.2.1 Environ-
mental objectives; 6.2.2 Action planning to achieve en-
vironmental objectives and; 10.3 Continuous improve-
ment.  
In view of the need to promote continuous improve-
ment in the EMS, in order to comply with the require-
ments of ISO 14001 certification and the difficulties 
presented by the company Macuco Safari in the fulfill-
ment of some items of the certification, there was an 
opportunity to assist the company in the identification 
of improvements in order to improve its process and 
also guarantee the fulfillment of the constitutive items 
of NBR ISO 14001. Thus, the objective of the interven-
tion, which originated this report, was to identify im-
provements in the company's Environmental Manage-
ment System aiming at the fulfillment of NBR require-




In view of the objective of this research, it is character-
ized as nature as applied, since it is dedicated to the 
generation of knowledge to solve specific problems. 
With regard to the ends, it has an interventionist char-
acter, as the researcher is deeply involved with the ob-
ject of study, characterizing this posture as a participa-
tory methodology, since, in addition to acting as an 
intervening agent in the process, not only analyzing 
the data, but also acting on the object of study 
(OYADOMARI, DA SILVA, MENDONÇA NETO E RIC-
CIO, 2014).  
We opted for Participant Research, which according 
to Le Boterf (1984) in this type of research, the popu-
lation involved aims to identify their problems, ana-
lyze them and seek the appropriate solutions. The 
choice for this approach was due to the fact that one 
of the authors, Eloise Jacomelli, was a collaborator of 
the enterprise for about four years and act as one of 
the members responsible for NBR ISO 14001 in the 
company.  
For data collection, documentary research was car-
ried out with the company's documents (GIL, 2010), 
in addition to meetings, together with the company's 
EMS management team, to better understand the 
needs of the organization and identify points for im-
provement. The research was conducted for a period 
of three months (from September 2018 to December 
2019) following the steps shown in Chart 01. 
 
 
The research started by collecting data from the doc-
umentation provided by the company, helping to 
understand the context and understanding in NBR 
ISO 14001. Then, three meetings were held with the 
SGA management team in order to raise the difficul-
ties encountered by the organization in maintenance 
of its environmental management system, for this 
purpose, it also used the experience of the author 
Eloise Jacomelli in the company. After identifying the 
difficulties, improvements were identified that could 
be applied on a daily basis, taking into account the 
company's needs and financial issues. These were 































Table 01: Research stages 
Source: Elaborated by the authors 
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found together with the management team of the SGA 
through meetings and what were the results achieved 
until the moment of carrying out this work.  
From the realization of this, it is possible to observe 
that most of the actions did not generate financial 
costs or generated low costs, the implementation of 
the NBR ISO 14001 standard is sometimes considered 
to be of high financial cost, however, the standard it-
self shows that the company does not you need to 
make big investments, but promote environmental 










odological steps described and are presented in two 
stages, which together contribute to the objective of 
the work, namely: 
1) Evaluate and propose ways to improve the collec-
tion of information necessary to monitor the data stip-
ulated by the standard and; 
2) Propose improvements to the continuous assess-
ment system to guarantee certification. 
Below are Tables 02 - Data collection, Proposals and 
Results of Objective 01 and Table 03 - Data collection, 
Proposals and Results of Objective 02, in these tables 
we seek to show in a simple and direct way what were 
the problems observed and raised, what were the best 






DATA RAISED RELATING TO THE 
IDENTIFIED PROBLEM 
PROPOSALS FOR VIABLE IM-
PROVEMENTS PRESENTED TO 
THE COMPANY 
RESULTS OBTAINED AFTER APPLI-
CATION OF THE PROPOSALS SUB-
MITTED 
The company has 50 spreadsheets 
of data records referring to the En-
vironmental Management System 
and; 
Of the total spreadsheets, 17 are 
filled out regularly, of which 12 are 
the responsibility of the Biology 
sector, this sector is responsible for 
the Environmental Management 
System, all the others (38 spread-
sheets) are the responsibility of the 
other sectors of the company, or 
are controls that must be complet-
ed by all employees, such as: Acci-
dents and Incidents, Fauna Visuali-
zation and Non-Conformities and; 
Spreadsheets Filled Regularly: 17; 
Spreadsheets Filled Irregularly: 23 
e; Unused spreadsheets: 10. 
Verification of the usefulness 
and validity of all existing 
spreadsheets in the system; 
Correction / deletion of expend-
able items from spreadsheets; 
Holding meetings with the head 
of sector; 
Conducting general meetings 
and;; 
Promotion of gymkhana among 
employees. 
Exclusion of 03 spreadsheets and 
correction of 02 spreadsheets from 
the Environmental Management 
System, as they are no longer use-
ful to the system, thus becoming 
obsolete documents, which must 
be discarded according to NBR ISO 
14001: 2015; 
Sectoral meetings were held, to 
increase the number of spread-
sheets, and it was recommended to 
hold general meetings at least 
once a month to request such fill-
ings, since after the meetings there 
was an increase in such activity; 
Disclosure via the wall (the most 
efficient method identified due to 
the cost and reach of all employ-
ees) available to employees from a 
ranking of filling spreadsheets with 
monthly prizes for those who most 
fill them. After the disclosure, em-
ployees began to fill in the spread-
sheets disclosed more frequently, 
as identified in the two months 
after the implementation of the 
method. 
Table 02: Survey of data, Proposals and Results of Objective 01 
Source: Elaborated by the authors  
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Table 03: Survey of data, Proposals and Results for Objective 02 
OBJECTIVE 02: 
DATA RAISED RELATING TO THE 
IDENTIFIED PROBLEM 
PROPOSALS FOR VIABLE IM-
PROVEMENTS PRESENTED TO 
THE COMPANY 
RESULTS OBTAINED AFTER 
APPLICATION OF THE PRO-
POSALS SUBMITTED 
The company has 09 Programs, Ob-
jectives and Goals, which are: Water 
Saving, Electric Energy Saving, Re-
ducing the Use of Sulfite Paper, Re-
ducing the Viewing of Surrounding 
Residues, Reducing the Viewing of 
Exotic Flora Species, Increasing Use 
of Reused Water, Increased Filling in 
the Animal Viewing Worksheet, 
Monitoring Visitor Assessment in 
the Environmental Conservation 
Tract on the Macuco Safari Tour 
and Monitoring Water Quality for 
Human Consumption; 
There are fluctuations in meeting 
the reduction targets compared to 
the years 2017/2018 in the pro-
grams: Water Savings, Electricity 
Savings, Reduction of Sulfite Paper 
Use. However, they are not big 
swings; 
The results of the Programs, Objec-
tives and Goals must be monitored 
month by month, so that the com-
pany seeks ways to improve the 
negative results in this, however, 
such control established by the or-
ganization has not been fulfilled, 
usually due to the lack of initiative 
by the employees or not attendance 
of employees at meetings and; 
The current Programs, Objectives 
and Goals must be updated, being 
created in accordance with the 
guidelines of NBR ISO 14001: 2015 
and with a document prepared by 
the company. 
To continuously improve the Pro-
grams, Objectives and Goals 
when updating them, add the 
program: Environmental Educa-
tion for Visitors (labels with envi-
ronmental phrases on products 
sold in souvenir shops, exchange 
of plastic bags from souvenir 
stores for paper bags with 
phrases and images relating to 
the environment, exchange of 
plastic cups from souvenir shops 
for paper cups and an education-
al banner on the store's deck re-
served for food tables) and; 
To properly analyze the results of 
the Programs, Objectives and 
Goals, establish a fixed monthly 
date and time, and hold the 
meeting even if a member of the 
Biology sector team is not present 
at the predetermined date and 
time. 
Creation of the Environmental 
Education Program and Promo-
tion of Activities on Commemo-
rative Dates. 
Labels with educational phrases 
in the goods sold in the shop 
(Realized); 
Exchange of plastic bags for 
recycled paper bags with animal 
prints that can be seen on the 
Macuco Safari tour (Budget / 
Estimated for 2019); 
Educational banner on the Cen-
tral Store Deck, not feeding wild 
animals (Budget / Expected for 
2019); 
Exchange of disposable cups in 
stores for recycled paper cups 
(Budget / Planned for 2019); 
Television for displaying envi-
ronmental information to be 
available at the reception of the 
Macuco Safari tour (Budget / 
Estimated for 2019); 
Creation of the Activities Pro-
motion Program on Commemo-
rative Dates: Water Day; Envi-
ronment Week; Arbor Day and; 
Rio Day (this program started in 
November, in celebration of the 
water day, the company pro-
moted a river cleaning in part-
nership with Centro Universitári-
oUniamérica, inviting Biology 
students to participate in the 
cleaning effort, as the action 
was registered and shown by 
the regional television program 
Caminhos do Oeste and ap-
pears on the YouTube platform; 
A fixed monthly day and time 
has been established for the 
meeting regarding the follow-
up of matters related to the 
Macuco Integrated System - 
SIM (NBR ISO 14001: 2015 and 
NBR ISO 21001: 2014). 
Source: Elaborated by the authors 
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From the reading of the tables, it is observed that, in 
general, the company has been very happy in the oper-
ation of the Environmental Management System certi-
fied by NBR ISO 14001 in the implanted enterprise, 
since this has worked in an adequate way to the guide-
lines of the standard and the one proposed by compa-






The accomplishment of this work provided both aca-
demic and professional development, since it united 
theory with practice. 
Opportunities like this and others promoted by the 
Professional Master's course in Technologies, Manage-
ment and Sustainability at the State University of West-
ern Paraná - Unioeste, Campos do Foz do Iguaçu 
throughout the academic period are of great relevance 
for students, as they generate interaction between the 
academy and local companies, expanding horizons, 
where it can be seen that not everything works the 
same way for all companies, since each one has singu-
larities, but that there are methods that can be applied 
for each one, helping to improve processes, procedures 
within others of the same. 
It also provides a scientific contribution to tourism-
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